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Overview 

• President’s Management Agenda (PMA)

• OMB-requested data call
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Data Summary

• 33 Agencies included

– 10 Cabinet-level agencies

– 23 Independent/Quasi-independent 

agencies

• 800 total activities reported
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Activities by Type
Activity Type Number %

Call or Contact Center 264 33.00%

Toll-Free Number 103 12.87%

Web-Based E-mail Address 94 11.75%

Dedicated Public E-Mail Address 294 36.75%

Interactive Voice Recognition 

System (IVR)

16 2.00%

Automated FAQ System 24 3.00%

Interactive web page 3 0.38%

Other 2 0.25%

TOTAL: 800 100.0%
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FTEs by Activity
Activity Type Avg. FTEs %

Call or Contact Center 66.036 33.37%

Toll-Free Number 107.65 54.40%

Web-Based E-mail Address 11.968 6.05%

Dedicated Public E-Mail Address 7.995 4.04%

Interactive Voice Recognition 

System (IVR)

4.229 2.14%

Automated FAQ System 0 0%

Interactive web page 0 0%

OVERALL AVERAGE/ALL 

ACTIVITIES:

28.27 100%
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Activities by Volume
Activity Type Min Max Average

Call or Contact Center 6,819 9,205 16,138

Toll-Free Number 5,020 7,240 12,373

Web-Based E-mail Address 8,713 10,811 19,292

Dedicated Public E-Mail 

Address

863 2,032 3,542

Interactive Voice 

Recognition System (IVR)

44,063 51,125 89,437

Automated FAQ System 18,125 19,458 37,458

Interactive web page 1 750 1,500

Other - 375 750

TOTAL ALL ACTIVITIES: 5,662 7,597 13,407
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Activities – Percentage with 

cost/performance metrics

Activity Type % w/Cost 

Metrics

% w/Performance 

Metrics

Call or Contact Center 38% 29%

Toll-Free Number 41% 15%

Web-Based E-mail Address 31% 4%

Dedicated Public E-Mail Address 21% 7%

Interactive Voice Recognition 

System (IVR)

75% 38%

Automated FAQ System 21% 13%

Interactive web page 33% -

Other - -
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Agency Ranking – Volume of 

Contacts (All Activities)
Rank Agency Avg. Monthly Volume – All 

Activities

1 U.S. Department of Veterans Affairs 977,000

2 U.S. Department of Agriculture 529,250

3 U.S. Department of Treasury 446,750

4 Federal Trade Commission 412,000

5 United States Postal Service 410,000

6 Department of State 407,000

7 U.S. Dept. of Homeland Security 370,500

8 HUD 272,250

9 U.S. Department of the Interior 178,250

10 HHS 158,250
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Agency Ranking – Volume of Contacts 

(Call or Contact Centers)

Rank Agency Avg. Monthly Volume

1 U.S. Department of Agriculture 413,000

2 U.S. Department of Treasury 341,500

3 U.S. Department of Veterans Affairs 199,000

4 HUD 187,750

5 U.S. Dept. of Homeland Security 144,000

6 United States Postal Service 117,500

7 Federal Trade Commission 86,500

8 FCC 75,000

9 HHS 29,750

10 Department of State 20,250
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Agency Ranking – Volume of Contacts 

(Toll-Free Number)

Rank Agency Avg. Monthly Volume

1 U.S. Department of Veterans Affairs 353,250

2 Department of State 106,500

3 U.S. Department of Transportation 47,000

4 EEOC 44,000

5 FCC 37,500

6 U.S. Department of Agriculture 26,250

7 U.S. Dept. of Homeland Security 13,750

8 NARA 6,500

9 Department of the Interior 6,500

10 National Labor Relations Board 5,750



GSA, USA Services 11

Agency Ranking – Volume of Contacts 

(Web-Based E-mail Form System)

Rank Agency Avg. Monthly Volume

1 U.S. Department of Veterans Affairs 324,750

2 National Science Foundation 138,250

3 Federal Trade Commission 124,000

4 Department of the Interior 119,750

5 United States Postal Service 75,000

6 U.S. Department of Agriculture 24,750

7 U.S. Dept. of Homeland Security 18,250

8 Department of State 17,500

9 Peace Corps 17,500

10 FCC 5,750
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Agency Ranking – Volume of Contacts 

(Dedicated Public E-Mail Address)

Rank Agency Avg. Monthly Volume

1 Federal Trade Commission 101,500

2 Department of State 69,500

3 SEC 56,500

4 U.S. Department of Transportation 46,250

5 FCC 19,750

6 HHS 18,250

7 NARA 18,250

8 NASA 18,000

9 National Gallery of Art 10,250

10 HUD 9,500
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Agency Ranking – Volume of Contacts 

(IVR)

Rank Agency Avg. Monthly Volume

1 Department of State 193,250

2 United States Postal Service 117,500

3 Federal Trade Commission 100,000

4 U.S. Department of Veterans Affairs 100,000

5 HUD 75,000

6 U.S. Dept. of Homeland Security 75,000

7 U.S. Department of Agriculture 38,250

8 U.S. Department of the Treasury 750

9 HHS 750
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Agency Ranking – Volume of Contacts 

(Automated FAQ System)

Rank Agency Avg. Monthly Volume

1 HHS 100,750

2 United States Postal Service 100,000

3 U.S. Department of the Treasury 100,000

4 U.S. Dept. of Homeland Security 100,000

5 Department of the Interior 38,250

6 NARA 17,500

7 National Gallery of Art 3,750

8 U.S. Holocaust Memorial Museum 750

9 NASA 750

10 Department of State 0
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Agency Ranking – Volume of Contacts 

(Interactive Web Page)

Rank Agency Avg. Monthly Volume

1 HHS 750

2 FCC 750

3 U.S. Department of the Treasury 750
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Summary

• Call/Contact Centers and Dedicated 

Public E-Mail Address Systems 

comprise 69.75% of agency activities

• 251 activities (31.43%) report 

performance metrics are collected; 125 

activities (15.69%) report cost metrics 

are collected.


